
(

Aff'ordabUity by Estimated Cost

( (

Tab~ 8.13

The table opposite shows perceived affordability by the respondents' estimated cost of ULTS service.

--- .. -

It also shows the results of a line of questioning where those who said their estimated cost would be easy to afford were asked,
"Whal ifil Cosl $10 more lhan lhal?", and, then, if that were still easy to afford, "What ifil COSIS $20 more lhan thai?". This
provides some rough indication of price sensitivity, i.e., the point at which customers feel they could DO lonaer afford the
service.

Hi,hli,lIts

First, looking at the perceived affordability of what qualified non-eustomen think it would cost to have ULTS:

Non-eustomers who think their monthly ULTS bills would be under S30 typically would not fmel that difficult to afford.
Those who think it would be $30 or more are less likely to fmel that easy to afford, aJtIIouah even at theIe amounts, the
majority say it would be at least somewhat easy for them to afford. If they think it will be under SIO, 7S" find it "very
easy· to afford.

What happeDs when the amount is increased by SI01

Those who expect bills under $30 are less able to tolerate incJases of SlOin their bills than thole who expect the bill to
be over S3O.

What happens when the amount is increased by $201

When the original expected amount is increased by $20, there is a marked increase among aU groups in the percentages
who would find it difficult. A $20 increase over the expected amount is judged difficult to afford by the majority of all
groups, regardless of the expected amount.
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Interest in Signing Up/or ULTS (Assuming-Eligible)

Non-customers .;

-DdII irE fI III I.D HLD JIg WbIII
% % % % '0 % 0/0 %

Assuming you are eUgible,
do you thi"k ,ou wiU -

Call to sign up 77 81 76 82 93 62 80 60

Continue doing what do now 23 18 24 18 7 37 20 40

Base (quaIfy) (480) (2.) (234) (294) (185) (108) (99) (74)

$IuIllt:Q.1Z71'CJ Reid Rllsearch Corporal/on~~~~~~
8.1S
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How Increases of $10 and $20 in Total Monthly Bill Affect AffordabUlty Took 8.14

The table opposite shows sensitivity to increases of $10 and $20 over the expected monthly ULTS bill by company and by
ethnicity/race.

Highlights

As noted earlier, although a majority of all groups say the expected ULTS bill would not be difficult to afford, Hispanics are
more likely to say they would have trouble affording it than are Blacks and Whites. Hispanics also expect somewhat larger
monthly bills than do Blacks or Whites. (See Table 8.10).

Looking at sensitivity to an increase of $10 in the expected monthly bill:

While most non-customers appear able to tolerate a $10 increase, about one in four non-eustomers (23~) indicates a $10
increase makes it difficult to afford. (See percentages who say it "becomes difficult".)

Looking at sensitivity to an increase of $20 in the expected monthly bill:

As noted earlier, there is relatively little tolerance to an increase of $20: when that happens, the majority of non­
cultomers say their ULTS bill would be difficult to afford. (See "total difficult".)

These data suggest that even a $10 increase in the bill signifacantly reduces affonllbility, and • $20 increue means that, for
molt, the service is difficult to afford. 'Ibis underscores the need to provide some means for helpinJ customers control the size
of the bill.
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Interest in Call Control Service (A)

Non-customers -ImII mE fI 1m J.D HLD JIg WbI1I
0/0 % 0/0 0/0 0/0 0/0 0/0 %

Interest in caU control (CC) -

Interested 70 69 70 74 76 70 65 65

Not interested 29 31 29 25 24 28 32 35

Base (qualty) (480) (246) (234) (294) (185) (109) (99) (74)

Interested in ULTS

% interested in CC

11.

77

al ~

74 77

.8.2 21 ~ &l go

79 78 80 73 79

1 'J1 2Q !QNot interested in ULTS

% interested in CC

21

46

18. .. ~

45 46

18.

53 47 55 32 46

(A) "What if there were some wayfor you to control the calls that cost extra. For example. the phone company could set
some limit on those calls so you would not go over that limit... Would you be interested in this type ofservice or not?"

....:CUV.ll1(11C) FIeld"'...rch Corporation ~!!!!!!!!!!!!!!!!!!!!~~~
8.16
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Interest in Sipinl Up for ULTS (Assuming Eligible) Took 8.15

At the conclusion of this series, non-customers were asked whether they think they would sign up for ULTS or continue doing
what they are doing now.

Responses are shown opposite.

Hi,Ia",,,,,
The luge majority of non-eustomers express an interest in signing up for ULTS. However, about one-fourth of the total non­
customer pool says it would not do so.

By compaay: 1be large ~ority of non-eustomers in both GTE and Pacific BeD areas say they would sip up for ULTS as
described to them.

Byetbnldty/race: LD Hispanics show the highest interest in signing up for ULTS (93S), followed by Blicks (80"). Whites
and NLD Hispanics are the least likely to say they would sip up: 60" and 62" IelpeCtively.
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Interest in ULTS among Matched Customers

Matched customers were asked about ULTS in a slightly different fashion than non-customers.

Specifically, they were asked:

Do they hIlvt ULTS now? If they have it now, they were not asked about ULTS.

If they do NOT have it, they were shown the card that describes the qualifications for ULTS (same as non-eustomers) and
asked the following:

Do you think you would qlltJlify for this service?

IF YES: Do you know about how much you tJmt pay for your btuic monthly telephone service and how much you
pay for utra calls that are 1101 inclwled til ptUf ofthe btuic monthly service?

Well, aside from any calls you malee, you~ either paying a btUic monthly rate of ($9. 75) ($8.35)3 for
Flat RDte or ($5.25) ($4.45) for Measured RDte. Ifyou were to subscribe to ~1Ine service, you would
still pay whatevtr you do now for Clllis. However, you would .veobout ($5.88) ($5.17) per month if you
htJve Fku RDte or ($3.63) ($3.22) per mortIh Vyou htJve M«urnd /tate.

Given those savings would this maIee your monthly telephone service eosier for you to afford or not?

Assuming you are eligibk for tltis spedal p/ItJM service, do you drink you will get in touch with the phone
company to sign up for it or will you contI1uIe .g MIiIat you do ItOw?

What if there were some way for you to control the calls thDt COlt utra. For extIIIIpk, the phone company
could set· some limit on those calls so you would not go over that limit ... Would you be interested in this
type ofservice or not?

JC1TE CIUItIIrtD"6 ...... G1'B rata and Pacific &II t:II.ItOIrte1'S twre.rlloMl PadJIc &II nita. C1TE rata an Ilstedjim.
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Interest in Call Control Service

( (

Table 8.16

After being asked their interest in ULTS, all non-customers were asked:

"What if there were some way for you to control the calls that cost extra. For uample, the pJaoM company could set
some limit on those calls so you would not go over that limit... Would you be interested in this type ofservice or not?

HigltligM'

Non-customers have kilk interest in a service that would help them control the calls that Cost extra:

First, among those who express interest in ULTS:

77~ of this group would be interested in a can CORtrol service. InteIeSt is hich across all ethnicIracial groups studied.

Next, among those who express no interest in having ULTS:

Almost half (46_) of those not interested in having ULTS say they would be~ in a call control service. This
indicates that a call control service could inclUSe interest in Mving ULTS.

The relatively high interest in call control among those who do not initially express interest in ULTS also sugests that concern
about controlling calls could account for as much as nearly half of the non-interest in ULTS when presented prior to the call
control concept.
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Interest in Can Control Service: Non-Customers vs. Matched Customers Table 8.17

..'
The table opposite shows non-customers' interest in ULTS and the call control service concept compared to the matched
customers who don't have ULTS but say they would qualify for it.

Highlights

First, among those who say they would sign up for ULTS:

While the majority of nen"'CUllOmen who indicate an interest in ULTS .y they would be iIItereIted in a call control
service, this is less tnJe for CUstomeR wllo indicate an interest in ULTS -- about half of tMm would be iDteIested in a call
control service u contpered with about dne-fourths of the non-eustomen.

Among those who are not interested in ULTS:

Matched custolRen who are not interested in ULTS typically are not iDteIested in can control. However, about half of
the ...~ who were not illteJIIIIed in ULTS are interested in a caD COIIbOI seNice. 11IiI interest in call
cootmI ...... alStOlllell uader1cores die special importance of can control ... IIOIt'C8IIOIIIe JeiBfon:es many other
fmcliap~ Ibat lack of COIdmf over calls is one of the main reuons for DOt having, and, especially, no longer
-vial phone ..nee.

11256~
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Interest in Call Control Service: Non-Customers vs. Matched Customers

II Interested in Call Control PII Not interested

Matched Customers who qualify
for ULTS but don't have it: 20%

(0-157)

23% Continue

Non-customers
(0-480)

77% Sign up
/ forULTS 25%

Would
not

"

75% Would
/ signup for

liLTS

Soua:Q.t27. t2ICNC).Q.tt" Ut(C) Field Research Corporation !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

8.17
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Bxamines:
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Chapter 9.0 How Pay Utility Bills and
Preferences for Paying Telephone Bill

NOn-CWI()JM13' and CWI()JM13' prt.ft.macu for paying utility bills by mml vs. in pt.13Dn

MarCMd C""Iomt.13' prt.ft.rt.ncu for paying rMir 1t./qIIIJM btU
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Introduction

(

Part Three: Bill Paying Preferences

(

Toward the end of the interview, non-customers and matched customers were asked how they pay their water, electricity and
natural gas bills.

Matched customers were asked how they currently pay their telephone bill, where they prefer to pay it and how they prefer to
pay it.
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How Pay UtiHty Bills: Non-Customers and Matched Customers

Non-eustomers and matched customers were asked how they pay their utility bills.

Responses are shown opposite.

Righlig1lts

Table 9.1

Non-eustomers are mote likely than matched customers to pay their water, electricity and natural gas bills in person: about two­
thirds pay these bills in penon. Non-eustomers who say they pay their own cable TV bill (just 16") are less likely to pay those
bills in person than other bills although 39" do so.

By ......,: OTB non-eustomers are somewhat mote likely to pay their electricity, natural PI and cable TV bills in person
than are Pacific Bell non-eustomers.

ByethllldtJ/nce: Black and White non-customers tend to pay their cable TV bill more by mail (70" and 60" respectively)
than do HUpuics (41 ").

11256'7\nptWoor\c91w
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how Pay Utility Hills: Non-Customers and Matched Customers

Non-Customers J:tl!panlc Matched Customers
ImII GTE eI nd JJ2Y.D IIIGk WbII r.m GIE et

-

% % % % 0J0 -% % % % % %
% ofthose who pay
this who pay -

IBy Mail I
Water 33 29 33 37 34 41 12 29 55 53 55

Electricity 36 27 37 28 24 34 45 58 49 40 50

Natural gas 38 25 40 30 26 35 49 57 51 42 52

Cable TV 57 45 57 41 33 54 70 69 60 50 61

lIn PersonI
Water 67 67 67 63 65 59 89 71 45 45 45

Electricity 64 71 63 72 78 64 58 42 52 60 51

Natural gas 61 73 60 69 74 63 54 39 50 58 48

Cable TV 39 55 38 54 67 32 30 24 41 49 41

Base (ranges) (79-445) (29-257) (50-188) (34-294) (21-167) (13-127) (21-91) (11-56) (157-472) (68-271) (80-201)

Soua: 0..17.'11(~ Field Research Corporation
9.1 112"'"IIUJIDOOaID.TAlLIS.-.U'



Preference for Paying Telephone Bill: Matched Customers Table 9.2

Matched customers were asked how they currently pay their telephone bill, where they prefer to pay it, and how they prefer to
pay it. J

Responses are shown opposite.

Hi6hli6ht,

Matched customers' preferences for how to pay their telephone bill correspond with how they currently do so.

By company: No major differences are seen between the two companies on these measures.

Byetbnldty/nce: Hispanics are more likely to prefer to go to the teIepbone company to pay their telephone bill (61~) as
compared to Blacks (49") or Whites (30"). Hispanics are also more Ubly to prefer to pay in cuh u compared to Whites.
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Preference for Paying Telephone Bill: Matched Customers

Matched Customers
J:Ulpanlc

:rm GIE fI- -----ImII LD &D IIIGk WbIlt
% % % 0/0 % % 0/0 0/0

Cu"ently pay - (list read)

By mail 46 38 47 35 33 37 60 64
In person 56 61 55 66 67 63 46 39
Other * - 1 - - - 2

Base (a) (510) (258) (252) (320) (178) (142) (95) (88)

Where prefer to pay - (list read)

By mail 43 39 44 35 34 36 45 62
Go to phone company 52 55 51 61 66 54 49 30
Other 5 6 5 4 lie 9 6 8

How prefer to pay - (list read)

By check 33 25 34 27 24 31 26 53
In cash 46 53 45 53 56 48 44 30
By money order 20 22 20 19 19 20 32 14
By phone 1 1 1 1 - 2 * 2
With credit card * 1 * 1 1 *
Other 1 1 1 1 2 - * 2

Base (566) (287) (279) (347) (201) (146) (112) (98)

1I10n1r.............O.t'7.....,..,..CIllII,...III................

•.......K __:Q.f.7,I17.111_
FIeld Research Corporation
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Part Four: Asian and Low Income Senior Non-Customers

(

The objectives for the non-customer survey included interviewing special samples of Chinese, Korean, Vietnamese, and low
income seniors.

The study design called for augmenting the cross-section survey of non-eustomers in low telephone penetration areas with special
samples of each of the three Asian groups. It was planned to interview no fewer than 100 non-eustomen in each of the three
Asian groups, providing a level of statistical precision equivalent to the intended level for Hispanics, BJacb and Whites (a
minimum of 100 non-eustomers in each group).

No special provisions were made for augmenting low income seniors -- with • planned total of SOO non-eustomers in the cross
section and another 300 Asian non-customers, it was anticipated that the I&udy would yield dole to 100 low income seniors.

As it happeoed, work on the special Asian supplements failed to yield Asian non-eustomen. BBouah work wu done to indicate
that Asiaau in dIese low teleplaoae penetration auas have telephone service at rates more comparable to the pneral population.
One simply did not find Asian lIOIl-eustolllers in these low telephone peMUation ...., and fNeIl ... an effort wu made to 10
to areas with .... pen:entqea of Asian populations, virtually none of die AtiMs CIICOUIIfeIed in die IiIdaI were non-eustomers.
This chapter documents the work done to fmd Asian non-euatomen and CODCIucIea with IOIIlC implications drawn from the efforts
to fmd them.

NOTB: In all cases, only bilingual Asian interviewers who were familiar with the areas were used.

Low Income SeDIon

A total of S71 aon-eustomers were interviewed in areas with low telephone penetration. Of these S71 non-eustomers, only 29
could be classified as low income seniors. Most of the non-eustomerl in these low telephone penetration areas were between 30
and SO years of age.

Wbile this does DOt ,,,..est. and should not be interpreted as sugestiDa. anything about telephone penetration rates amODl low
income seniors, it does indicate that low income seniors without telephene service do not represent a significant percentage of
non-eustomen in areas having less than 90~ telephone penetration. They may exist in small pockets within areas with higher
penetration rates.
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Efforts to Find Asian Non-Customers

A. In the Cross-Section Clusters (not including Asian Supplement Clusters)

A total of 250 clusten (typically 6 to 8 city blocks) were selected at random from arras known to have less than 90fi telephone
penetration (U.S. CenIus, 1990). It was hoped to flOd SOO non-eullOll1en in these areas. 1be origiDal2SO elden (ailed to
yield SOO non-eustomers, so additional c1usten were worked. In all, a total of 563 non-eustomen wem found and interviewed in
the cross-section. Only 1 of these was Asian.

This leads to the fust finding: Asian non-eustornen are rarely found in these low telephone penetration areas (i.e. areas in which
fewer than 90fi of the households have phone service).

B. In the Asian Supplemental Clusters

Anticipating that the cross-section would not yield many Asian non-eustomen, Field Researeh asked Bquifax to draw special
samples for the Asian au,ment. Speciftcally, Bquifax provided 90 Asian clusten. Hem is Itow this was done:

Startina wida each company's universe of low teIep:lone penetration areas, the clusters were arrayed by the pereentaae of
Chinese, Korean and Vietnamese populations. In each cell, the top IS clulten, i.e. those show.. the hipest percentage
of the desnd Asian IRJUP were ideDtified.

ImIl eN.. KoNg vw--e
GTE 4S IS IS IS

Pacific Ben 45 IS IS IS

Total block c1usten 90 I 30 30 30

Bxamination of these clusten iadicated that the percentqes of Asian households was very low, typicaUy under IO~. Still, these
clusten, by definition, represented the HIGHBST concentrations of Asian households in the universe of low telephone
penetration areu.

AnticipatiDa that it would be hard to find Asians in these c1usten, vendon Wele asked to ftnt scout each cluster and start the
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listings in that portion of the area that might be most likely, by observation, to yield Asian households. For effICiency, they
were· instnlCted to list only Asian households. When they had completed Hstinl 20 Asian households, they were instnJcted to
report back to Field Research as to how many Asian non-customers they had found and how many they had been able to
interview.

Results

As noted above, the interviewen listed only Asian households. They kept no fonnal records of the total number of households
visited in order to find Asian households; however, most of them were able to provide IOIIIC rouP estimate of the number of
households vi..... Field ae..reh used these esIimIteI to arrive It ... overall NtimIte of tile .... of houIehoIcIs visited in
this attempt to find Asian households. (See Table A. 1, page 130.)

As shown in Table A.l (page 130), vendors typically bad to go to more than 100 houIehoIdI in order to find 20 Asian
households, i.e. the initial goal for eacIa cluster. SollIe weRt to IeWnI ....... hou••lloIdI in all and sdIl could not find 20
Asian households. In only a few instances, e.g. San Francisco Cbinatowa, did they find it reIadveIy easy to find Asian
households.

This IeIds to the second fmdinJ: These particular Asian populations~ not easily identified at the -block cluster- (i.e. 6 to 8
city bIocb) level. However, fmding Asian households wu only part of the problem. As described below, the main difficulty
wu in finding Asian non-eustomen.

Telepboae Peaetntlen Rate alDOlll AsIan Households

The difficulty IocatinI Asian households could "ve been overcome with • Iaqer effort. The more difficult problem wu finding
Asian households without telephone service.

As shown in Table A.I (page 130), a total of 1,370 Asian households were found in the enumeration effort. 'Ibis yielded only
12 non-eustomen, 8 of whom were interviewed.

Thus, 99" of the Asian households contacted in areas known to have less than 90" telephone penetration overall, have
telephone service.
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Other Evidence

As the situation became more apparent, Field Research commissioned one of the Asian vendors to go to San Francisco
Chinatown and try to identify blocks/buildings where Chinese non-customers might-be found. The report of this vendor is
included at the end of this section for reference as Table A.2. Essentially, the vendor listed IS multiple housinB units (apartment
buildings, hotels) and talked to the managers to get some estimates of (a) the number of Asian resident households and (b) how
many of those do not have telephone service. This effort indicated that them are buildinls in Chinatown in which high
percentaaes of the Chinese residents do not have telephone service accordina to btrilcIiDa JnaDqe1'/owner testimony. However,
when the vendor went into these buildings, only 8 non-eustomers could be identified (from 66 identified by the various
managers) and NONE of these non-eustomers were willina to pant the interview despite every effort OIl the part of the Chinese
interviewers, e.g. endorsement letters from Asian comlllUllity leaden, local Chinese interviewers' familiarity with the area.

In a further effort to rand Asian non-eustomers, Field Re5eareh aabd the interviewers to uk, It eICb Asian houJehold, whether
the respondent (customer) knew of any Asian families that do Nor have telephone service. This failed to yield any Asian non­
customers -- to the CORtruy, Asian customers typically said that -all- of the Asians they know have telephone service.

R.............

On the buis of this effort, Field Research recommended to OTB, PacifIC Bell and the DRA that efforts to find Asian non­
customers by this method should be halted. (By this time, most oldie 90 Asiu ....... been wOlbd to some depee, and a
tOla1 of 1,283 Asian bouseholcIs had been contacted, yie'" .., 12 A.-~.)

Field Relean:h also recommended that the data ptheftld from this extensive effort be put into the report to serve as the basis for
the following conclusions about telephone penetration rates amonc ChiDeIe, Koran and Vietnamese populations.

Coadu8eM

Cross~section samples of 3S7 Chinese, 639 Korean and 374 Vietnamese households in areas known to have low telephone
penetration rates indicate (a) these three Asian groups have high telephone penetration rates and, (b) because these are low
telephone penetration aras (less than 90~ of the total households in the area have telephone service) they have higher telephone
penetration rates tban others in the area.

TIle IdditioIm efforts ..... by some vendors to rand non-eultomen ..... am-projectable techniques (see Table A.2) show that
there may be small COIDIItI'atioDs of theIe~ Asian IJOIIPI, i.e. ceItaiD -""".-, wllere tIIere is low ItBIephone penetration;
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however, these were not identifiable except through what would have been a prohibitively expensive process using systematic
sampling techniques. Also, by definition, Asians in these small pockets represent only a small percentaae of all Asian
households.

Finally, it should be noted that Field Research was able to find Hispanic, BIacICUd White non-eustomen uaine this approach.
This, in itself, provides further evidence that (if one considen the total population in each cue) non-telephone service is much
more prevalent among Hispanic, Black and White populations than amona these three Asian populations.

In this connection, it should be further noted that, prior to this study, non-teIepIaone penetration among these three Asian
populaaiou wa DOt specifteally identified as existina only in small pocbIa of dille Asian JIOUPI; to the contrary, it was
presented as • cultural, educational aDd socio-economic related iIIue afJectiDI .... Asian popuIIdonI in much the same way
(thou.h possibly for different reasons) as it affects Hispanics, Blacks and odIer miaorities. That the study has shown that this is
not the case is a ....r fmding that would have not been possible to document without this effort.
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TIIhle 1...1
Asian A......ent FInal Results

~.

TOTAL PACIFIC BBLL aTE

Dupli- Dupli· Dupl
ate cau cate

Viet- bloeb VNt- bIocb Viet- blocl
Toeal Chi_ Koran nameN (I.b) Total Chi_ ICMMn ...... (I.b) Total Ch'- Korean MmeN ("b

Total clullen dnwn 10 30 30 30 1321 46 Iii Iii Iii I1It 4& Iii 16 16 1221

Clullen worked 77 23 21 21 t2I) 44 Iii Iii 14 I1It 33 • 13 12 /16)

HouMhold. vi.ited
(approximated) 13.313 1.- '.- 3.378 2.214111 1,171 1.1&0 3,41. • .... I 7;127 I • 2.830 2,483 U64I

Percenl of houMhold. which
e.. Aaian (approlliJMce) 10.3' lilt lilt lilt '''''' .. N lit 3.2, .. 1" 1"

Alien houMholde U78 367 131 374 1.137 31. • • 234 47 7t 1111

Cuatomer 1•• 341 832 372 1,11. • • 217 231 47 89 116

Total Non-Cullomert 12 • 1 2 12 • 1 1 1 • 0

Non-euatomen
u....... • Ii 1 2 • Ii 1 1

I 1 I • 0

Couldn·t .......... if
...v• ....- • 2 II 0 8 2 4 • 2 0 2 0

'~1IDOIlI
1IcMI....... ..., 2.61 8.21 0.61 1.'" 2.ft 1.21 8.41 I 1.4, I 81 .,. 0."

(e) 8Iocb dlat _ .............OM Allan SentpIe... thoee bloeb. i.."...... m '.'..,. ...................... AllIn JI'OlIP. The ........ of Aaian houllbold. _mented In the.e "duplic.te
blocb· i. Ihown under ............ AtiIn JI'OlIP.

(b) u.............. propoIfioIa 01.... ha•••IlW. by apecific Allan athnicity '1lIOIlI" ..................Woet ................ 11IOI'8 .... ODe Allan JI'OlIP. 'For aumpl•• certain block clullen were
....... briu (•.•.• _ II' e::w-~Wack ... _ II' VJeteamew A....-1IIollIl:)..................... n .................11.,10 lilt .... of20 aa-..Iftd 10 ViatnI_
boo.......(.~ llet 1111 I'.,. The ....... ..., .....~ ..... oIlGO"a ............. ,wI...ar..... 21 V' 'n ........ If. ........... 01... ....,.. WI."II .... 100 liltln,.
.....,. (i.•.• _ ....., ........ 10 ¥ilk 50 ......oNa 10 .. 2t am-. ... 50 IN.. "alII." 2ID Vlatn ILl 1 , .......... 01 AIIaa Id.............. •....... IIIoeI:l· would be oventeted.
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Table A.2
Identification of Non-Customers in

San Francisco Chinatown

Street Address # rooms ~ Chinese # no phone

I. 116 Waverly 09 l00~ 3

2. 124 nn 32 l00~ S

3. 143 nn 04 l00~ . 2

4. 700 Commercial 03 lOO~ 1

S. 77S 1/2 nn 06 lOO~ 2

6. 761 nn OS lOO~ 2

7. 743 tI. 06 l00~ 3

8. 736 tI. 03 l00~ 1

9. 10 Brooklyn 09 l00~ 4

10. 49 Spofford 44 l00~· 4

II. 48 1/2 •• 8 l00~ 2

12. 26 •• 6 l00~ 3

13. 24 Wentworth 21 l00~ 6

14. 4 Beckett 10 l00~ S

IS. 79S Pacific 80 l00~ 23

Total 246 l00~ 66
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Overview

)
Survey Method: Non-Customer and Customer Surveys

)

In response to an Ordering Paragraph from the California Public Utilities Commission, GTE and Pacific Bell commissioned Field
Research Corporation to conduct a study on the affordability of telepho~ service.

The objectives of the research, stated broadly were:

I. To detennine the reasons for having and not having telephone service including such thiDas as the role of price,
knowJedcelawareness of services and their costs, perceived need for telephone service, past experiences with
telephone service/telephone companies, and a number of other facton that could act u deterrents to having phone
service.

2. To explore perceptions of the affordability of telephone service includinc such tbiDp u: knowledplunderstanding
of prices, perceived affordability based on perceptions of cost, awareness of availability of Univenal Lifeline
Telephone Service, perceived affordability of that service, and interest in a.ving that service.

3. To provide a means by which telephone penetration rates, particularly among certain identified minorities of
interest, could be monitored over time.

Given this broad fmoework, Field Research Corporation recommended. two studies be conducted:

I. A survey among non-eustomers (Non-Customer Survey)

2. A survey among various groups of customen (Customer Survey)

TIle fmdings from these surveys are reported in three volumes:

Volume 1: Survey among Non-Customers to Explore Perceived Affordability of Telephone Service and Reasons for
Not Having Telephone Service

Volume 2: Survey among Customers to Explore Perceived Affordability of Telephone Service among Key Groups of
Customers

Volume 3: Affordability Study: Technical Appendix
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For convenience, each volume includC1s this detailed description of the survey method for both the Non-Customer and Customer
Surveys.

The survey method is divided into several sections:

A. Background and Questionnaire Development
B. Non-Customer Survey Method
C. Customer Survey Method
D. Reliability of the Findings

A. Bacqround and QueltleDnaIre DeY.....t

In 1992, the California Public Utilities Commission (CPUC) issued an OnIerina Parqraph u follows:

"Pacific Bell and GTE-C shall, in conjunction with DRA, condllCt a study oftekphoM strvict oJfordabllity and allow
DBA to partidptJlt If it so dairu. " .

According to GTB and PacifIC Bell, during 1992, two separate committees were fOl'llled to dovelop the iaformational needs and
research objectives for this study: (I) The AtTordability Study Worbbop TeIIIl -- from within OTB and PacifIC Bell and
composed of ......tives from Marketing, Martetina Raeudl, RepIItory, QuIlty MIMI .1IIt, BxIemal Affairs and the
Legal Group. (The LepI Gmup is, ill part, responsible for compIiInce to the onIeriD& parIJDpIa.) (2) The Affordability Study
Forom -- made up of representatives from various consumer and community advocacy groups, CPUC, and Pacific Bell and GTE
representatives.

Following extensive worldng sessions with both committees, the objectives were defmed and a Request for Proposal was issued.
Field Research Corporation was selected to conduct the research.

Questionnaire De\'.......

Using the objectives set forth in the RFP, a preliminary draft of the NoII-Customer~ was developed and submitted
to GTE and Pacific Bell for review and comment.
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